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This paper is centered on an applied research of customer relationship 
management of PT Tobacco Corporation. The purpose of this research is to re-design, 
manage, improve and optimize the original model of customer relationship 
management and put the new model into practice by self-study, self-exploration and 
self-practice. The new model consists of re-designing and application of adjustment of 
marketing organization, new customer classification and related service transformation, 
precise marketing, voiced and on-line ordering, promoting of on-line marketing, new 
delivery service and so on, which is characristic of reforming of marketing system and 
innovation of marketing techniques. It is used to scientificly and effectively manage 
and organize marketing activities such as customer service, supply distribution, 
ordering and delivery model in order to concentrate on the following value-added 
activities like team transformation, brand development, market analysis, customer 
service and so on for the purpose of distributing customer service resources effectively, 
optimazating the overall customer service system, and improving the competitiveness 
of the tobacco corporation. 
This paper expatiates the necessity and feasibility of the application of customer 
relationship management of PT Tobacco Corporation according to the charactericts of 
customer needs, current situation and existing problems of PT Tobacco Corporation. 
The basic thesis of the application of customer relationship management of PT 
Tobacco Corporation is introduced by ways of combination of theory and practice, 
comparing related old methods and new methods and combination of the quatitative 
and quantitative theory. The examples of application of customer relationship 
management of PT Tobacco Corporation is demonstrated by the purpose of application, 
customer classification, service models, application of precise marketing, voiced and 
on-line ordering, on-line marketing, high-efficiency logistics and so on. The appraisal 















successful, which can be reflected by the improvement of customer service, new model 
of account manager management, high-efficiency ordering system and supply 
distribution and higher profit. In a word, the application of customer relationship 
management helps to improve the comprehensive competitiveness of PT Tobacco 
Corporation. 
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